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The Effect of Public PMO Service Quality on Customer Satisfaction
and Reuse Intention
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Abstract After the revision of the Software Promotion Act, small and medium-sized enterprises (SMEs) with
little experience in e-government projects began to participate in public projects. Accordingly, the government
introduced the public Project Management Office (PMO) in July 2013 to reduce the risks and secure the quality
of informatization business, and the public PMO is still spreading. However, the public PMO service currently
experiences sluggish business, such as low-priced orders, due to cut-throat competition, and thus needs
improvement plans. In this research, we establish a research model for quality factors of public PMO services
that can be considered for the improvement plans, measure and evaluate quality factors based on the model, and
then analyze the impact of service quality on customer satisfaction and customer loyalty. For that, we measure
quality factors using the SERVPERF model for those who have used public PMO services, establish a structural
equation research model, and empirically analyze and evaluate the impact of quality factors. Lastly, we suggest

improvement plans and implications for public PMO services.

Key words :e-government project management, public PMO, Service Quality, Customer Satisfaction, Customer
Loyalty, SERVQUAL, SERVPERF, Structural Equation Mode
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Table 5. Structural equation model fit
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RMR(Root Mean-squared Residual), GFI(Goodness of Fit Index),
AGFI(Adjusted GFI), NFI(Normed Fit Index),
TLI(Tucker-Lewis Index), CFI(Comparative Fit Index)
RFI(Relatice Fit Index), IFI(Incremental Fit Index)
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